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Marking Criteria:
 We expect the learners to write minimum one well expressed point in three lines against each allocated mark. This means one needs to write 15 lines with 5 well expressed points to get high grades for a 5 marks question.
For high grades use examples and illustrations where appropriate. 
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Assignment  11

Q 1 /  i
Communication Channels are the different tools with which are used to communicate in an organization either between colleagues (internally), or management or clients.  
Selecting the appropriate way of communication for each and different subject case will effectively benefit the company.
In the Business there are certain ways of how to express opinions or even say ‘’yes’’, ‘’no’’, ‘’maybe’’, ‘’will revert with a reply’’…..  that will save the speaker on a difficult moment.
The ability to reply without a certain answer to a tricky, important question / matter for the company to the client, is part of the skills that have been gained through proper training and experience.  
Oral or written communication are to be used on different occasions, both ways may also be formal or informal ways of communications.
· A formal Oral Communication will be ideal and a must in situations such as meetings, interviews, speeches... The formal Oral communication will may also be considered as a closure of a deal or a statement, in that case it has to be very carefully written with proper words and expressions.
· An informal Oral Communication can be easily be used in a face to face meeting or follow up on a case or in a relaxing reception.
· A formal Written Communication is necessary to be used in messages where policies, principles, or serious decisions have been made and request the text to be signed and notified to the necessary and appropriate departments, and/or clients, such as reports, business plans, contracts, minutes of meetings etc..
· An informal  though Written Communication is to be applied in messages which are sent between colleagues or managers for sharing ideas, suggestions or information on projects, issues without necessarily been effected or followed, agreed or signed. 






Q 1 / ii
Communications channels and tools are essential ways to understand and evaluate a message that is sent.
There are two main types of communication the Oral communication and the Written communication.
A problem in the external or internal Communication of an Organization will lead the business to a breakdown. The sales will be decreased and therefore all business will be disorganized and disoriented.
An appropriate communication is very important in the business so to thrive and to remain energetic and alive.
Internal or External communication play the same essential role to the business growth.
The management and staff of the business should communicate internally by choosing carefully the right way of expressing ideas, or even disagreements in order to avoid any misunderstandings and or mistranslations of the real meaning and purpose of the report.
External communication is the communication with their  clients or suppliers  which is very essential to be done in a very carefully organized way so the other part not only to understand clearly what is mentioned, proposed, explained or analyzed in the report but also to have a good impression and trust to the sender.
How to select the type of the communication, oral or written or even both on a specific situation? It has to be taken under considerations a number of factors so that the report will have a clear meaning of the message or information is supposed to give to the recipient so to secure a positive feedback or reply.
An effective and clear communication will build the company’s long-lasting reputation and success in the market.



Q 1 /  iii
A written report is a statement of all details said, happened, suggested or analyzed of a situation, project or process and for which recommendations and suggestions are being stated, noted and presented in it.
A good report should be accurate and objective.
A report can be orally presented or written send.
Orally can be presented in a presentation, seminar, in person meeting, on a video-call or even on the phone. An oral report should be short and very informative so the recipient/s will not get tired and lose the lose consistency, purpose and meaning of the concepts of the report.
The written report could be sent over e-mail, post or even given hand to hand to the addressed person or organization. The written report can be longer and with more details in the information given but with a good structure and points.
The report has to have several sectors such as introduction, where it will be mentioned in short details the subject of the report, then the analysis of the subject of the report with the suggestions, recommendations, and maybe ideas and finally close with the proposals and solutions.









Q 1 /  iv
Key points to write a cleared and understandable report are:
· Focus on Customers: The customer must read exactly what they expect to read and receive as information after a meeting they had with /or a requirement they had from the organization.
· Avoid Business Jargon: In the report use simple clear yet professional language so that the recipient or listener will easily understand and get the information required for.
· Positive Impression: The impression the recipient / listener will receive and get from the report should be positive in order to trust the sayings of the report and so a fruitful cooperation to start.
· Watch Accusation: Politeness is a step closer to receive a positive reply from the client
· Be Firm and be on Track: Never waste the recipient’s time by reading or listening to details that are not required. Keep short and detailed on the presented information.
· Importance of Proof by Reading and Practicing: Read and/or practice of the oral presentation for quite a few times before presenting it or sending it so to avoid mistakes, misunderstanding or even mistranslations of the details given in the report.
· Use Graphs and Charts: A well-presented report with facts stated on graphs and/or charts will reinforce the given statements, touch the curiosity of the recipient and start building the bridge of good communication, trust and cooperation.
· Don’t use References: Do not mention the references in the report but have them ready to be used in case the recipient will ask for them, as if not necessary is not to the benefit of the company the listener to have doubts and start searching for the authenticity of them as the time consumed for the research will make him lose his interest and most importantly the main idea of the report.
· Use a speech model: Organize and prepare a clear presentation of the report so it will be easily read or listened and understood.
· Use Headings and Sub-Headings: Headings and Sub-headings in bold will make the report more neat and clear to be read. A well-presented written and presented report may help to a positive willingness to be read.




Q 1 /  v
ICT in the workplaces have changed organizations in many ways such as:
· Increased Collaborations and therefore Productivity.  The employer’s and employees’ communication, understanding and cooperation have been increased significantly by bringing the work standards on higher levels therefore the productivity of the business has been increased.
· The Internal Security of the private information of the Company has been secured so to eliminate leakage of information outside its doors.
· Organizations are financially healthier as Time is consumed wiser, tasks are fulfilled within deadlines.  Employees’ work time is optimized thanks to the technology.





Case study 

i
Communication Challenges and barriers David face?
· Different cultures / nationalities and age of the employees.
· Some of his employees not to speak or understand well the English language
· Some of the employees due to the high demand of urgent work not to receive the proper training and knowledge of the company’s policies.

David as he is the manager of a multi-cultural of employees and with difference of age he is facing a number of challenges and barriers in his daily duties and responsibilities towards the company but as well as the employees.
The different cultures and ethnic background of his employees in his department, give to David the difficult and very important challenge to learn how to deal with each and every employee differently.
He must understand how they think and try to adjust them into the new environment of his department by teaching them to learn and follow the very specific and important working rules and regulations.
That the employees cannot speak or understand English is a very delicate matter for David, who is invited to find simple ways to present, to his multicultural department, what the company is required by them so to understand the importance of the regulations and follow them on their daily working obligations.
Accepting new and not trained staff is a risky reason to serious problems in his department. He must have a high level of patience, and cleared mind to be alert of any mistake that may happen so to be avoided on time and therefore prevent situations that may give a negative impact in the company.  
 
[bookmark: _GoBack]ii
David should definitely be the role model to his staff. He is the manager and so the responsible of the state of the back house of the restaurant.
On the time of his arrival at work all his family’s problems should be left outside the company’s door.
He should be dressed properly and respectfully for the restaurant and make a good example to his staff. Being clean on him will make his staff to respect and follow him.
On a daily basis David should arrive at work with a clear mind specially from problems outside the company so to be able to prevent problems, check on the wellbeing of his staff, teach and/or remind  them at all times of the rules and regulations and make constant checking on their work.

iii
David should talk and be in One To One contact with his staff regularly and to some of them many times and on a daily basis regarding safety on food, hygiene and hand washing, time/temperature, cleaning and sanitizing.
He should be more patient especially with the very young employees. He must organize the oldest ones and teach them to become the teachers to the younger ones. That will help him to keep the standards of the back house in high levels.
The signs around the kitchen should be more specific of the rules and regulations and maybe more in quantity. The language on the signs should be simple and also maybe with pictures on them so the information to be immediately understood from those whose  English  language is not well spoken or read and more important a training has not being given.
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